
2016 IACC Conference - S14 Better 

Public Participation

10/18/2016

1

Bolster Your Public Participation Efforts
2016 IACC Session S14 

Tuesday 4:00-4:45pm

Getting to know you

Represent a system 

serving 10,000 people 

or less

Represent funding or 

regulatory agency

A utility is responsible 

for public participation.

The public is 

responsible for public 

participation.

Rural Community Assistance Partnership, Inc. 
Western

Rural Community

Assistance Corporation

916/447-2854

www.rcac.org

Midwest

Midwest Assistance Program

952/758-4334

www.map-inc.org

Southern

Community Resource Group

479/443-2700

www.crg.org

Northeast

RCAP Solutions

800/488-1969

www.rcapsolutions.org

Great Lakes

WSOS Community 

Action Commission

800/775-9767

www.glrcap.org

Southeast

Southeast Rural Community 

Assistance Project

866/928-3731

www.southeastrcap.org

800/321-7227

www.rcap.org

Customer Satisfaction is Possible!

• Know what your customers expect:

• Service, water quality, and rates

• Set goals to meet these expectations

• Help customers understand the value

• Feedback

• Gather, Review, ACT
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Build your Relationship with your Board! 

• TALK! You are partners!

• Tell them what is good with your system –

Don’t sugar coat things.

• Tell them what needs to be fixed.

• Don’t tell them just what they want to hear 

– tell them the truth!

Strategic Planning

Who

are we?

• Mission 

Statement

• Goals

• Organizational 

Values

• Ideals

Why 

Strategic 

Planning?

Assess

Where are

we now?

Are we

doing the

right things?

Options Implement Evaluate

How will 

we know 

how we are 

doing?

Where

do we 

want 

to be?

How do

we get

where 

we want 

to go?

Can we

get 

there?

Written

Action

Plan
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4 Core Principles of Public Service

1. Seek no favor

2. Build trust through transparency and 

honesty

3. Treat all equitably

4. Build great communities through good 

stewardship

Leadership Responsibility

 Set the tone for the organization:

 Champion ethical behavior

 Accept responsibility for mistakes

 Encourage people to ask for advice when they 

are unsure

 Acknowledge that you seek advice, too

 Appearances count! – avoid appearance of 

impropriety

Rapid Rural Assessment

• Quick and inexpensive

• Obtain broad community perspective

• Observation and interview

• Minimize questions 

• Be strategic

Disconnected Decision Makers

Spice of Public Participation Spice of Public Participation
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Customer Communication

Customer Satisfaction is Possible!

• Know what your customers expect:

• Service, water quality, and rates

• Set goals to meet these expectations

• Help customers understand the value

• Feedback

• Gather, Review, ACT
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Thank You!

• RosAnna Noval

• 503-308-0207

• rnoval@rcac.org

• Dan Bannier

• 360-863-2419

• dbannier@rcac.org

EVERYTHING IS CONNECTED

•

mailto:rnoval@rcac.org
mailto:dbannier@rcac.org

